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Asmara Indahingwati: Program Doktor Ilmu Manajemen Pascasarjana 
STIESIA Surabaya, 2012, Pengaruh Kualitas Lingkungan Fisik, 
Teknikal dan Fungsional terhadap Kepuasan Konsumen dan Citra 
Institusi Kepolisian (Studi pada SIM Corner di Indonesia). 
Promotor: M.S. Idrus, Ko-Promotor I: Khuzaini, dan Ko-Promotor 
II: Hening Widi O.  
 
Institusi Kepolisian merupakan lembaga atau organisasi yang berfungsi 
memberikan perlindungan dan pelayanan kepada masyarakat, sekaligus sebagai 
tempat pengaduan dan penyelesaian permasalahan-permasalahan yang muncul di 
masyarakat. Namun seperti kita ketahui, bahwa akhir-akhir ini citra POLRI sedikit 
menurun karena banyaknya kasus hukum yang menyangkut beberapa oknum 
sekaligus kekurangmampuan Kepolisian untuk menyelesaikan permasalahan 
seperti korupsi, narkoba, terorisme, dan lain sebagainya, secara maksimal 
membuat tingkat kepercayaan dan kepuasan masyarakat kepada layanan Institusi 
Kepolisian sedikit berkurang yang berakibat pada menurunnya citra atau image 
POLRI itu sendiri. 
Guna meningkatkan citra atau image, saat ini Institusi Kepolisian berupaya 
keras untuk meningkatkan kembali layanannya kepada masyarakat. Di Jawa 
Timur, khususnya di Kota Surabaya dan di Kabupaten Sidoarjo, berbagai program 
layanan kembali digalakkan dan diaktifkan seperti penerapan safety belt (sabuk 
pengaman), ”Klik” untuk pengguna helm, program roda dua di lajur kiri, dan lain 
sebagainya. Salah satu program yang saat ini menonjol adalah dilaksanakannya 
SIM Keliling dan SIM Corner yaitu guna memberi kemudahan bagi masyarakat 
yang ingin memperpanjang SIM A dan SIM C. Namun apakah layanan yang 
 x
diberikan tersebut sudah dapat memuaskan konsumennya atau pengguna layanan 
SIM Corner, yang kemudian akan berdampak pada peningkatkan citra Kepolisian 
masih harus diteliti lebih lanjut. 
Tujuan dari penelitian ini adalah menguji dan menganalisis: (1) pengaruh 
kualitas lingkungan fisik terhadap kepuasan konsumen; (2) pengaruh kualitas 
teknikal terhadap kepuasan konsumen; (3) pengaruh kualitas fungsional terhadap 
kepuasan konsumen; (4) pengaruh kualitas lingkungan fisik terhadap citra Institusi 
Kepolisian; (5) pengaruh kualitas teknikal terhadap citra Institusi Kepolisian; (6) 
pengaruh kualitas fungsional terhadap citra Institusi Kepolisian; dan (7) pengaruh 
kepuasan pelanggan SIM Corner terhadap citra Institusi Kepolisian di Indonesia. 
Populasi dalam penelitian ini adalah seluruh konsumen sebagai pemohon 
perpanjangan SIM A, SIM C, serta SIM A dan SIM C pada pengelola SIM Corner 
di Indonesia, sebagai percontohan yaitu di Kota Surabaya dan di Kabupaten 
Sidoarjo. Selama penelitian dilakukan jumlah responden tidak diketahui secara 
pasti. Jenis teknik sampling dalam penelitian ini termasuk dalam nonprobability 
sampling, selain itu juga digunakan teknik pengambilan sampel secara accidental 
sampling. 
Sampel penelitian ini ditentukan sebesar 150 sampel. Jumlah sampel 150 
dialokasikan untuk Kota Surabaya sebesar 100 sampel (67%) dan Kabupaten 
Sidoarjo 50 sampel (33%). Perinciannya untuk pemohon SIM A di Kota Surabaya 
sebesar 30 sampel (20%), pemohon SIM C di Kota Surabaya sebesar 70 sampel 
(47%), pemohon SIM A di Kabupaten Sidoarjo sebesar 10 sampel (6%), dan 
pemohon SIM C di Kabupaten Sidoarjo sebesar 40 sampel (27%). 
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Teknik analisis data menggunakan Structural Equation Modeling (SEM) 
dengan software AMOS versi 16.01. Simpulan yang dapat dihasilkan dari 
penelitian ini, yaitu: 
1. Kualitas lingkungan fisik terbukti dapat meningkatkan kepuasan konsumen 
SIM Corner di Indonesia.  
2. Kualitas teknikal terbukti dapat meningkatkan kepuasan konsumen SIM 
Corner di Indonesia.  
3. Kualitas fungsional terbukti dapat meningkatkan kepuasan konsumen SIM 
Corner di Indonesia.  
4. Kualitas lingkungan fisik terbukti dapat meningkatkan citra Institusi 
Kepolisian di Indonesia.  
5. Kualitas teknikal terbukti dapat meningkatkan citra Institusi Kepolisian di 
Indonesia.  
6. Kualitas fungsional terbukti dapat meningkatkan citra Institusi Kepolisian di 
Indonesia.  
7. Kepuasan konsumen SIM Corner berpengaruh terbukti dapat meningkatkan 
citra Institusi Kepolisian di Indonesia. 
Secara keseluruhan dari hasil penelitian ini menunjukkan bahwa kualitas 
lingkungan fisik, teknikal dan fungsional terbukti dapat meningkatkan kepuasan 
konsumen SIM Corner mendukung hasil penelitian McDaugall and Levesque 
(2000),  Lassar et al. (2000), Jyh-Sen et al. (2002), Hendratno (2005), Abadi 
(2007), Khuzaini (2008), dan Suhartutik (2010). yang menyimpulkan bahwa 
kualitas layanan berpengaruh signifikan terhadap kepuasan konsumen. 
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Hasil penelitian ini menunjukkan bahwa kualitas lingkungan fisik, teknikal  
dan fungsional terbukti dapat meningkatkan citra Institusi Kepolisian, mendukung 
hasil penelitian Hendratno (2005), Dharyono (2005), dan Abadi (2007) yang 
menyimpulkan bahwa kualitas layanan berpengaruh signifikan terhadap citra 
organisasi.  
Hasil penelitian ini menunjukkan bahwa kepuasan konsumen SIM Corner 
terbukti dapat meningkatkan citra Institusi mendukung hasil penelitian Abadi 
(2007) yang salah satunya menyimpulkan bahwa kepuasan konsumen 
berpengaruh langsung terhadap citra perusahaan.  
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SUMMARY 
 
Asmara Indahingwati, Doctoral Program of Management, Postgraduate of 
STIESIA Surabaya, 2012, The Influence of Physical Environmental, 
Technical and Functional Quality toward Customer Satisfaction and Police 
Institution Image (Study at SIM Corner in Indonesia), Promoted by: M.S. 
Syafii Idrus, Co Promoted I: Khuzaini, and Co Promoted II: Hening W.O. 
 
The Police Institution is an institution or organization which its function is 
to give protection and services to society, as well as complaint and problems 
solving which appearing in society. But, nowadays as well as we have known that 
the image of POLRI have decrease a bit because there are many legal cases which 
involve some officers in the Police Institution, as well as the incapability of Police 
Institution to solve some problems such as corruption, drugs, terorism and others, 
generally it makes the public trust level and satisfaction toward Police Institution 
reduced a little which affects on the declination of the POLRI’s image itself.  
In order to increase the POLRI’s image, the Police Institution is trying 
hard to improve its services to the society. In East Java, especially in Surabaya 
and in the Sidoarjo district , many kinds of service programs served and activated 
for example like the implementation of safety belt, “Click” in order to used 
helmet, the motorcycle on the left side, and others. One of the programs which is 
dominant that is SIM tour and Corner SIM in order to give an easier way for the 
society which want to have the extension of A SIM (Driving License) and C SIM 
(Driving License). Nevertheless, the service of that has been giving is already 
satisty the customer’s or the used of SIM (Driving License) Corner service, which 
is give an impact to the increase of Police Institution image that must be 
investigated further. 
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This purpose of this research is to evaluate and analyze, which are: (1) the 
influences of physical environmental quality toward customer’s satisfaction; (2) 
the influences of technical quality toward customer’s satisfaction; (3) the 
influences of functional quality toward customer’s satisfaction; (4) the influences 
of physical environmental quality toward Police Institution image; (5) the 
influences of technical quality toward Police Institution image; (6) the influences 
of functional quality toward Police Institution image; and (7) the influences of 
customer’s satisfaction toward Police Institution image. 
The population of this research is the customer’s as the applicant extension  
of SIM A and SIM C and also SIM A and SIM C at the service management of  
SIM Corner in Indonesia, as the samples in Surabaya city and Sidoarjo district. 
The sampling technique of this research is using non-probability sampling, 
besides it also using the sampling technique by the accidental sampling. The 
sample of this research is determining as much as 150 sample. The allocation of 
samples are separate become two samples which is 100 samples for Surabaya city 
(67%) and 50 samples for distric of Sidoarjo (33%).  
The data analysis technique is using the Structural Equation Modeling 
(SEM) through the AMOS software 16.01 version. The result of this research, it 
can be concluded that:   
1. Physical environmental quality proven that it improve the customer’s 
satisfaction at SIM Corner in Indonesia. 
2. Technical quality proven that it improve the customer’s satisfaction at SIM 
Corner in Indonesia. 
xv 
 
3. Functional quality proven that it improve the customer’s satisfaction at SIM 
Corner in Indonesia. 
4. Physical environmental quality proven that it improve the Police Institution 
image in Indonesia. 
5. Technical quality proven that it improve the Police Institution image in 
Indonesia. 
6. Functional quality proven that it improve the Police Institution image in 
Indonesia. 
7. Customer’s satisfaction proven that it improve the Police  Institution image in 
Indonesia. 
The result of this research shows that physical environmental quality, 
technical quality, dan functional quality proven that it improve the customer’s 
satisfaction at SIM Corner in Indonesia, it is support the research result from 
McDaugall and Levesque (2000),  Lassar et al. (2000), Jyh-Sen et al. (2002), 
Hendratno (2005), Abadi (2007), Khuzaini (2008), and Suhartutik (2010) that 
concluded that the service quality has a significant influences toward customer’s 
satisfaction. 
The result of this research shows that physical environmental quality, 
technical quality dan functional quality proven that it improve the Police 
Institution image in Indonesia, it is supported the result research  from Hendratno 
(2005), Dharyono (2005), and Abadi (2007) that concluded that the service quality 
has significant influences toward organizational image. 
The result from this research show that customer’s satisfaction of SIM 
Corner proven that it improve the Police Institution image in Indonesia, that is 
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supported the research result from Abadi (2007) which is one of  conclusion said 
that customer’s satisfaction has direct influences toward corporate company 
image.  
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ABSTRACT 
 
 
Asmara Indahingwati, Doctoral Program of Management, Postgraduate of 
STIESIA Surabaya, 2012, The Influence of Physical Environmental, 
Technical and Functional Quality toward Constomer Satisfaction and 
Police Institution Image (Study at SIM Corner in Indonesia), Promoted by: 
M.S. Syafii Idrus, Co Promoted I: Khuzaini, and Co Promoted II: Hening 
W.O. 
 
This research discusses, the influence of physical environmental, technical 
and functional quality toward costomer satisfaction and Police Institution image 
(study at SIM Corner in Indonesia). This purposed of this research to evaluate and 
analyze, which are: (1) the influences of physical environmental quality, technical 
and functional toward customer satisfaction; (2) the influences of physical 
environmental quality, technical and functional toward Police Institution image; 
(3) the influences of customer satisfaction toward Police Institution image. 
The respondent being analyzed are 150 customer’s at SIM Corner in 
Surabaya city and Sidoarjo district. The analysis data tool technique is using the 
Structural Equation Modeling (SEM) obtained through the AMOS software 16.01 
version. The result of this research show that: 1. Physical environmental quality 
proven that it improve the customer satisfaction at SIM Corner in Indonesia. 2. 
Technical quality proven that it improve the customer satisfaction at SIM Corner 
in Indonesia. 3. Functional quality proven that it improve the customer satisfaction 
at SIM Corner in Indonesia. 4. Physical environmental quality proven that it 
improve the Police Institution image in Indonesia. 5. Technical quality proven that 
it improve the Police Institution image in Indonesia. 6. Functional quality proven 
that it improve the Police Institution image in Indonesia. 7. Consumer satisfaction 
proven that it improve the Police Institution image in Indonesia. 
 
Keyword: Physical environmental quality, technical quality, functional quality, 
customer satisfaction, Police Institution image. 
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